COMMUNICATION: PROCESS, 
NETWORK AND BARRIERS 


organisation.” 


“Communication pours life into an 


™ Meaning of Communication 
Every business organisation is in the f 
accomplishment of the objectives becomes possible by having proper 
The work of every individual working in the organisation is 
is some connection between the works of 


orm of a human group which is established to achieve 


certain objectives. The 
coordination among various human activities. 
connected with the work of other individuals. It means that there 
different individuals. In order to establish proper relation among the works of various individuals, 


exchange of ideas is very important which is possible only through communication. Thinking over 
something is not enough but in order to make it meaningful it has to be placed before other 
people and when we are doing so the process of communication is in progress. Thus, placing 


your ideas before others is communication. 


These days. the importance of communication has TOOL KIT - 1 
increased with the increase in the level of business. No single COMMUNICATION? 
individual can accomplish a work single-handed. Division of Communication is an art of transferring 


work and specialisation are developing an ideas, facts and feelings, etc, from 
| one person to another and making 


the feeling of cooperation. In order to encourage mutual them understandable. 
cooperation it is important that the people working in the 
business should be informed about the objectives of the 
enterprise. It is equally important for them to know the relationship amon 
done only through communication. It is important to make it clear at this point tha 
communication is not limited to the business alone but it is needed in government wo 


d this gives rise to 


g various works. This can be 
t the importance of 
rks, army. hospitals. 


homes, etc. 
The word communication has been 


derived from the Latin word ‘communis’ which mean 


on among two or more than two people, in equal measure. In thi 
| Thus, under 


thoughts among two or more than two peop Sie listener 
among different people is done in such a manner that the listene 
which they are being told, 


wes rammunication means 
conadh atan the sharing 


is vacuiving Yuza im the same spirit with 
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B Definitions of Communication 


The following definiti 
nitions of ¢ icati 
a a oOmmunication have been iven by di 
ccording to Keith Davis. “are | given by different scholars of management: 
aca K Davis, 6mmunication is the pro ing informati 
emoe e Miata process of passing information and 
(2) According to C.G. Brown l 
information from one person to 


exchange or interchange. But t 
receiver,” 


ribet has been defined as the transfer of 
i, er, whether or not it elicits confidence or becomes an 
e information transferred must be understandable to the 


Two things com ivi . 

Firstly. the te os ee _ S presented by various scholars about communication. 
ae paiak heei. , temotions, and secondly, the receiver should receive in the 

; e things are being communicated to him. Therefore, it is not enough for a 
superior to give orders but it is equally important to see 
waaier they are being received properly or not. It is very TOOL KIT -2 
important to understand the message clearly from the point of COMMUNICATION: SPECIAL NOTE 
view of organisational efficiency. Thus, higher the extent of In order to complete the process of 
degree of understanding in communication, more will be communication, it not necessary to 
the possibility that the different individuals to move rapidly Ar ety oe pi s A a á 
towards the attainment of the pre-determined objectives of A a 
the enterprise. 


© Characteristics of Communication 

After studying the various definitions of communication. the following characteristics come to light: 

(1) Two or More Persons: The first important characteristic of communication is that there must 
be a minimum number of two persons because no single individual can have an exchange of ideas with 
himself. A listener is necessary to receive one’s ideas. Therefore, there must be at least two persons—the 
sender of information and the receiver. 

(2) Exchange of Ideas: Communication cannot be thought of in the absence of exchange of 
ideas. In order to complete the process of communication there must be an exchange of ideas, orders, 


feelings, etc., among two or more than two persons. 
(3) Mutual Understanding: Mutual understanding means that the receiver should receive the 


information in the same spirit with which it is being given. Itis essential for the process of communication 


that it is more important to understand it rather than carry it out. : ae 
(4) Direct and Indirect Communication: It is not necessary in communication : n 
i d giver of information should be face to face with each other. Gocimunication can be be 
aia a es Direc tion means face to face conversation, while indirect communication 
direct and indirect. ; 
is through other means. 
(5) Continuous Process: Communi 


: _ where the manager continuously assigns work 


160, qed gives directions. 


t communica 


as is the case with business 


cation is an endless process, 
ow the progress of the work 


to his subordinates, tries to kn 
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(6) Use of Words as well as Symbols: There can be many means of communication, like the 
written, the oral and symbolic. The examples of symbolic communication are the ringing of bell fo, 
closing a school or a college, saying something by the movement of the neck, showing anger or 


disapproval through eyes, giving some decision by the raising of a finger in cricket, etc. 


E The Communication Process 
n defined as a continuous process in which the exchange of ideas and 


nt persons. It has been pointed out in the characteristics of 
s which means that there are various steps one after the other, 
ment scholars regarding these steps or elements, 
on. Communication process has been shown in 


Communication has bee 
information takes place among differe 
communication that it is a circular proces 
Different views have been expressed by different manage 
However, all the thinkers want to say one thing in conclusi 


the following diagram: 


3. Encoding 5. Decoding 


6. Receiver 


7. Feedback 


Communication Process 


(1) Sender/Communicator: Sender is the person who sends his ideas to another person. For 
example, if manager wants.to inform his subordinate about a work plan and communicates with him in 
this regard, Here the manager acts as a sender. 

(2) Message: The ideas form the subject-matter of communication. It means that whatever the 
sender wants to say are the ideas. It includes opinion, feelings, views, attitude, orders, suggestion, etc. For 
example, the work plan to be explained by the manager is in the shape of ideas. 

(3) Encoding: Anything thought about by the sender is a mental state, which means that 


something to be communicated has been thought of. Communicating this idea or thinking with the help 
A rer -der to 


of symbols, words or diagrams has been called encoding Fovexarmiplesa managerreceives An o 
supply some material. The mariager wants to convey this thing to his subordinate employee for the 
‘at material. This mental state is an idea and when this idea is expressed in words, this 

eis: | nthe 


| sites? 10 ip KONNET oding, For example, “10,000 units of ‘A’ quality goods are ta be produced i 
month of January” is the encoded message. 
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Communicauon. rrocess, Network 
rK and Barriers 


medium for communication. The 
- - There 
letters, internet chatting, telephone ne be many media of communication like f 
distant place quickly it would be » E-mail; symbols, etc. For example, if the e face to face conversation, 
During the t = Proper to use telephone as a medi : message isto be sent to some 
ransmission of a message, it is edium of communication. 
very 


important to keep th i ct 
po p the media of transmission free from noise. TEORIE 


(5) Decoding: 
ng: The sender can send his ideas briefly NaS 


in the form of symbols or diagrams. Understanding it Noise is the hindrance in the process of 
correctly is called decoding. For example, atel DS 3 communication. It creates hurdle in the 
long message Pery eyy , a telegram carries a way of conversation. It can takes place 
i a few words and when the at any step in the communication 
receiver tries to understand the message in detail, his effort is procos US MEMAKAN A 
called decoding. ? i tlag of ambiguous symbols in 
encoding. 


(6) Receiver; A receiver is a person for whom the * Telephone line going dead. 
message is sent. Receiver is an important part of * An inattentive receiver. 


a message has to make use of some 


communication pro : i inati 
d process. The effectiveness of communication * Understanding wrong meaning of the 
epends on the knowledge of the receiver, which means how message. 
quickly he understands the feelings of the sender. * Wrong assumption (sending 
(7) Feedback: As a last link in communication Mida a ngia BEA A oe 


process the sender wants to confirm whether the message has he/she does not know it). 

been received and understood correctly or not. To assure the * Crossing of a vehicle. 

sender about the delivery of the message the receiver sends * Sound of someone coughing. 

him a message which is known as feedback. Once the * Letter being lost in the mail. 

feedback has been received by the sender the process of * Group of people talking mean by. 

communication is completed. ee 
The process of communica 


again because the work continues unabated in a busine 
nication. 


without completing the process of commu 


© Importance of Communication in Management 


: i e way communication has an important 
n important place i ) ; 

A bloai nas ane tions cannot be carried out without an efficient system of 
organisation. 


func 
alates mer edif through which the activities being carried out in fhe 
on Con Bek es are implemented, and the spirit of cooperation is aroused by 
ge oe le working at the higher level and their subordinates. 
munication is considered an important quality ofa 
king at the higher level of the organisation spend 


nnected with “hi people working at the lower level of the organisation spend less 


-ation while the A sn tn tye 
mm caen cation. According to a research, amanager spends 90% of his time in thi 


tion is repeated time and 
ss organisation and no work can be accomplished 


place in an 
communicati 
organisation are explai 
establishing unanimity O 
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process. The importance of communication can be understood with the help of the following Study: 
(1) Acts as Basis of Coordination: With the enlargement of the scale of business th 

importance of communication has increased. In big industrial units the form of the organisation : 
decided by specialisation and division of labour, where a large group of people work. In case of such rm 
organisations, work can be accomplished without any hindrance only with the help of coordination, For 
the purpose of coordination it is essential that the people working in the organsiation should have q 
mutual understanding regarding the goals of the organisation and they should know the means with the 
help of which these goals can be accomplished. They should also have the knowledge about tho 
relationship of their activities. This is possible only with the help of effective communication. 

(2) Helps in Smooth Working of an Enterprises: Communication begins with the thought of 
establishing an enterprise and continues till the closure of it. All the decisions taken in the organisation and all 
the activities being carried on therein depend on communication. No activity is completed without the help of 
communication. For example, a production manager will be able to produce goods only when the sales 
manager tells him about the possibility of sales. In the same way, the activities of the purchase department, 
financial department, personnel department, etc. depend on communication. Therefore, if free and timely 
communication continues taking place, all the activities of the enterprise will be smoothly accomplished. 

(3) Acts as Basis of Decision Making: In the absence of communication it is not possible for 
the higher management to take any decisions. Before taking any decision many sorts of information has 
to be collected on the basis of which an idea is given the final shape. Information connected with the 
decision making can be obtained only with the help of communication. Not only this, but the use of 
communication is made for the purpose of effectively implementing the decisions. Without effective 
communication it cannot be known as to what was asked to be done, what has been done, what is being 
done and what remains to be done. 

(4) Increases Managerial Efficiency: Communication is absolutely necessary in order to 
perform managerial functions quickly and in an orderly manner. It is through the medium of 
communication that the managers pass on the information about the objectives laid down, issue 
directions, divide work and control the activities of the subordinate employees. Therefore, in the absence 
of communication a manager remains an inactive part of the organisation while the presence of 
communication increases his efficiency. 

(5) Promotes Cooperation and Industrial Peace: Industrial peace means the existence of 
sweet labour-management relations. The chief objective of every organisation is to eam profit by 
increasing production. This is possible only when there exists a sweet relationship between the labour and 
the management. Two-way communication is important for the maintenance of clean and healthy 

nt. Downward communication explains to the subordinates the expectations of the manage! 


environme é 
and thus helps the managerial class. On the other hand, upward communication helps the ene 
presenting their complaints, suggestions and reactions to the managerial class. In this way, Brand 


categories get an opportunity to put forward their view point through the medium of communica 
consequently, it promotes cooperation and helps industrial peace to grow. 
‘> 9'€,5/arblishes Effective Leadership: In order to become an efficient leader, 
is S 5 the knowledge of the art of communication. In other words, in the absence of th yis 
ofective cerrymianion, itis futile to think of leadership. A manager can become an efficien 


a manage! must 
e knowledge ° 
leader by 
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A UNE Barriers 


improving the art 
- of com i 
municati 
tOn, 
AKG 


another and ren 
roves their di A gooc 
veir differe l communication sy 


nces 
Ss, item bri 
rings the employees close te 
oddan IONE 


(7) Boosts M 
important role i orale and Provid 
ole in the success of the o es Motivation: 
x l 


things among th 
s e employ 
ees, Its answe 
boosting the morale of the em iat is inherent in com 
partners in the process of dese: eae Bt akp ee. Effective communication he! 
such a situatio , n-making, it will qi m, For example , P 
n they will definitely be "i P will give them an identity oft bi the employees are made 
\ otivated and their morale will b aria ee ne 
3 e at the highest lev 
qhest level. 


Concil T 
usion: Th 
: The abov i 
Ethe succes e mentioned facts m 
o the su s of an oraanisati aCe pi 
í O cts make it clear that an effective communicati 
3 on, Su omes automatically to the employees of oa 
25 of an Organisation who 


are familiar wi 
ith the art 
of c icati 
ia ommunication. Good communicati 
‘ation is the foundatio 
3 ation of sound 


; Motive 
anisati vated er ‘aie 
ation. Now, the iani nploye es with high morale pl 
SliON arises as to how tod ke ade 
evelop these twe 
ATWO 


E Communication Network 
Or 


m@ Channels of Communication 
Or 


m Types of Communication 
The 

Pre te are many channels to connect the employees working in an organisation with the help of 
unication. The sum-total of these channels is known as Communication Network The comm 


unication network mostly includes two types of communication - formal and informal communication 
Both the types of communication are useful to the organisation. These channels are also called types al 


communication. 
The communication that takes pl 
A. Formal Communication 
B. Informal Communication. 


| communication 


ace in an organisation can be divided into two categories: 


m A. Forma 

@ Meaning ii Sa 

Formal communication means that exchange of ideas TOOLKIT -4 

i i ichi under the lanned or anisational 
and information which is pori under ne ans an oh ae iA penne 
te mutual un ganc a it refers to the communication 
channel The flow of within an organisation that is 
tioned. 


ss through â ‘definite. j 
is a deliberate effort. This officially sanc 


i cost and in a proper way, Thisis 


atalittle 
gh r Channel Communication: 
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@ Characteristics 

Following are the chief characteristics of the formal communication: 

(1) Written and Oral: Formal communication can both be written and oral. Daily works are 
handled through oral communication, while the policy matters require written communication, 


(2) Formal Relations: This communication is adopted among those employees where formal 


relations have been established by the organisation. The sender and the receiver have some sort of 


organisational relations. 

(3) Prescribed Path: The communication has to pass through a definite channel while moving 
from one person to another. For example, to convey the feelings of a worker to the manager, the 
foreman’s help has to be sought. Here the definite channel will be like this: 

Worker — Foreman > Manager 

(4) Organisational Message: This channel is concerned with the authorised organisational 
messages only and the personal messages are out of its jurisdiction. 

(5) Deliberate Effort: This channel of communication is not established automatically but effort 
has to be made for its creation. It is decided keeping in view the objectives of the organisation. 


@ Advantages 

The formal communication has the following advantages: 

(1) Maintenance of Authority of the Officers: Formal communication maintains constant 
relations among the superiors and the subordinates as a result of which the dignity of the line superiors is 
maintained. Consequently, it is convenient to control the subordinates and fix their responsibility. 

(2) Clear and Effective Communication: In formal communication there is a direct contact 
among the managers and the subordinates. Both understand the capability, habits, feelings, etc. of one 
another. Managers know as to when and under which conditions their subordinates need information. In this 
way, this communication is capable of making available timely information. Hence, itis clear and effective. 

(3) Orderly Flow of Information: The information has to pass through a definite route from one 
person to another. Hence, the flow of information is systematic. 

(4) Easy knowledge of Source of Information: In this type of communication, the source of 
each information can be easily located. 


@ Limitations 

Following are the disadvantages or limitations of the formal communication: 

(1) Overload of Work: In a modem business organisation much information, many message 
and other things have to be communicated. Under forma communication, they are routed through 2 
definite channel and this consumes much me ‘of the superiors and thus some other important 
wora 7% Paa pended. ‘ Cee ees: 


T yz) wis.ortion of Information: T d can be a hindran n the flow of information 
Somznirse; taaldisumce Deiv een the seng receiv is so big that the information has to pass 


through many hands and by the time it reat 


A heen Bee 
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wut 


(3) Overlooking by the Offic 
ers: 


7 ` 5 ar 


workers have to conve rlook th i 
y somethi em tak 
thing to the directo ing them to be works of dai i 
rs, the superiors add somethi E ESA 
ing or the other from thei 
p st 


own disfiguring reality. 
© 
f Types of Formal Communication 
ormal communication is of two types: 
(1) Vertical Communication: 
(i) Downward Communication 
(ii) Upward Communication 
(2) Horizontal Communication 
Al | 
| these types have been clarified in the following diagram: 


| 


Upward Communication 


Horizontal Communication 


<<” 
———— 
Worker —— a 


Downward Communication 


e (1) Vertical Communication 

(i) Downward Communication: The communication by top hierarchy with their subordinates 
is called downward communication. The superiors take decisions in the enterprise and give orders and 
directions to implement them. For example, giving orders by the Marketing Manager to Sales 
y the Sales Mana i esmen. This communication includes orders, rules, 
dvantage of the downward communication is that the 
helps them in their work performance. 


subordinates ge 
munication: This is quite the reverse of the 
iors. The subject-matter of this communication includes 
f communication 


ise by removing the comp i 


tc. This sort O 


rhecan sometimes 9' 
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@ (2) Horizontal Communication 

Horizontal communication takes place when two individuals of the same level exchane 
information. The previous diagram shows that the communication between a manager and a rnanag 4 
between a foreman and a foreman and between a worker and a worker is horizontal communication 

Horizontal communication is used by the same level officers to solve the problems of similar Nature 
and profit by the experience of other people. An organisation cannot achieve success without horizonta 
communication. The subject-matter of horizontal communication includes information, requests 
suggestions, mutual problems and coordination related information. ' 


© Formal Communication Network 
The way in which formal communication is done, is known as formal communication network 


Formal communication can be done in different ways-it may be vertical communication or 
horizontal communication. The different forms of formal communication network have been shown in 


the following diagram: 


© 


(1) Chain (2) Wheel (3) Circular (4) Free Flow (5) Inverted `V’ 


Formal Communication Network 


(1) Chain Communication: Chain communication refers to the communication between a 
superior and a subordinate. All the people in an organisation from top to bottom are linked with the help 
ofa scalar chain as has been shown in diagram (1). Ais placed at the highest rank, Bisa subordinate of A. 
C is the subordinate of B, D is the subordinate of C and E is the subordinate of D. 

(2) Wheel Communication: In this form of communication all the subordinates of a superior 
talk to one another through his medium. The superior works as a hub of a wheel. In the second diagram. 
A is the superior and B, C, D and E are the subordinates. All the four subordinates communicate through 
the medium of A. 

(3) Circular Communication: This communication takes place among the members of a 
group. Every member of a group can communicate with the nearest two members. In the diagram (3), 
can have communication with B and E. Similarly, B can have communication with A and C. The sam? 

applies to all the members of the group. In this case the communication moves at a slow speed. 
(4) Free Flow Communication: This form of communication also takes place amon 
diffen- membars of the group. Its special feature is that every member of the group can talk to ; ké 
other p-p. in taie group. This has been clarified in diagram (4). A can talk directly to B, C, D. Sk: se. 
Po į Ik dirortlu i UREN pens 1 ar ee AA es Na In this €è 
same urar Bean talk dis ectlu to A, C, D, he same applies to all the members of the group 
the communication moves at a rapid pa S ee 


g the 
I] the 
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nication: | z 493 


speed. In the diagram (5),Ca 


his form of communic ee siete 
D can talk directly to A who 


ati 
ation the Messages move at a rapid 


happens to be the bess OF urn is a subordinate of A. Here C 


E B. Informal Communication 
@ Meaning 


and 


—— 
Informal communication me TOOL KIT -5 
communication that takes place amo 


and groups. 


ans the unofficial 


ng the different people Informal Communication? 
It refers to the communication within an 


Thi ee Organisation that is not officiall 
$ communication is based on informal relations _Samctioned. í 


(like friendship, membership of the same club, the same 


lace of birth, etc. : 
Aea: Pia ra a j the organisational formalities. The exchange of informal 
Secate hdstpenon tice aa tomo community meals, social occasions, parties. etc. On such 
’ ormation from their subordinates as may be difficult to get through 
formal communication. Such communication includes comments, suggestions, etc. Under this. 
communication takes place through gesticulation, moving of head, smiling and by remaining quiet. For 
example, a superior wants to complain against his subordinate to his higher officer and at the same time 
he is afraid of giving it in writing. This can be conveyed to the higher officer through informal 
communication, say during the course of a conversation. 


~E a 


Informal communication is also called grapevine communication because there is no definite 
channel of communication. Under it some information passes through many individuals and covers a 
long distance making its origin obscure. This is exactly like a grapevine where it is difficult to find the 


beginning and the end. 


© Characteristics 


i icatio 

ormal or grapevine communica gail | | 

a Form Aod through Social Relations: This communication is born out of a ‘ints 

S . -. . . i 

pra it is beyond the restrictions of the organisation. No superior- subordinate : ationship 
pede ve ble superior can gather much information through this channel. 


figures therein. Ame. gh this communication, information about the work and 


(2) Two types of Information: Throu 


indivi llected. N 
= jpe -i iti d the restrictions of the organisation. 1 
Path: Since it is beyon 
(3) Uncertain 


arr es in a zigzag manner. K 
channel. Like a grapevine it mov and Distortion: Responsibility for the 


n has the follòwing characteristics: 


ows no definite 


true or false nature of 


n is paid to its meaning 


(4) Possibility of Be dividual and, therefore, not much attentio 
ot lie on any i i 
nf ication does not lie O ep floating. — 
F oae ee icating- Consequently, pao ws read like wild fire. Not only this P 
A aa ne communicating | communication makes news SP | meaning of the communication. 
SO ON HEJ Quick Relay: Informa ' Omm ometimes changes the real me 
5, hoe M nay 5 4 ow 
; thing of their 
startadding some’ ” 
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494 Management Process and Organisational Behay; 
lour 


© Advantages 

The informal channel of communication has the following advantages: 

(1) Fast and Effective Communication: Under this communication, the messages move fast 
and their effect is equally great on the people. 

(2) True Environment: Informal communication is done in a free environment. Fre, 
environment means that there is no pressure of any office—big or small. The attached reactions of the 
employees can easily be collected. 

(3) Better Human Relations: Informal communication saves the employees from tension, 
Freedom from tension helps the establishment of better human relations. This also affects favourably the 
formal communication. 

(4) Easy Solution of the Difficult Problems: There are many problems which cannot be 
solved with the help of formal communication. There is more freedom in informal communication which 
helps the solution of difficult problems. 

(5) Satisfying the Social Needs of the Workers: Everybody wants good relations with the 
high officers at the place of his work. Such relations give satisfaction to the employees and they feel proud. 
But this can be possible only with the help of the informal communication. 


@ Limitations 

The defects or limitations of the informal communication are as under: 

(1) Unsystematic Communication: This communication is absolutely unsystematic and it is 
not necessary that information reaches the persons concerned. 

(2) Unreliable Information: Most of the information received through this communication is 
undependable and no important decision can be taken on its basis. 


© Grapevine Network 


Informal communication is also known as grapevine 
communication because there is no definite route of TOOL KIT - 6 pane" 
communication for sharing information. In this form of _. Grapevine Network? 
communication, information converges a long way by passing It refers to the various paths 
from one person to another person leaving n 


through 


which informal communication '° 
passed through an organisation. 


a eee, s,. S 


indication from _ 


igen ae 
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© © ® ° 
© © 
© 
© © 
(i) Single Standard +: : No = 
(11) Gossip Chain (iti) Probability (iv) Cluster 


(1) Single Standa Í 

rd: In this f «ate 
confidence who in tum passes on th ms i communication, A person says something to a person of his 
amerad Thiet on the information to a person of his confidence and in this way a chain 
a : n reates a soni of chain which has been shown in diagram (i) The signs of cross shown at 
batent ottom of the diagram show that the chain can move up and down both ways upto any 


(2) Gossip Chain: In this form of communication, a person communicates something to a 
number of persons during the course of a gossip. A particular person in an organisation knows something 
specific that happens to be interesting. He tells this thing to all the members of his group and some other 


people also. Normally such an information is not related to the job. For example, two employees of the 
organisation are going in fora love-marriage and some particular person has got this ‘information; he 
passes on this information to a large number of people. Gossip chain has been shown in diagram (ii). In 
this diagram, Mr ‘A’ is passing on his information to B, C, D, E, F, G, H, I, etc. 

(3) Probability: In this form of communication, a person remains indifferent about the fact as to 
whom he should pass on the information. There are numerous_people around him. He passes on the 
information randomly to somebody around him. Those who get the information also have many people 
o pass on ormati mebody else. In this way, this chain 
F, B, D and J but he passes on the 


around them. They also pass on the ‘formation randomly to so 
it happens as a matter of chance. 
assing on the 


moves. The diagram (iii) shows that A has four person around — 
information to F and D only. He has not deliberately chosen F and D but e 
The same is the position of F and D. F is passing on the information to K and G while D is p 
information to H. This chain will continue moving In this manner. 

(4) Cluster: In this form of communication a person tells somet 


š ———— 
. e | } 


organisation some people moves ting some 
information to perso 


from them. 
h ns of their choice with the purpose of gn i j 
g% i i t A passe 
Pater has been shown in diagram (iv). This figure ma 
and D.B and Cdon 


kes it clear tha n the prar 
ellsi 4G, Similarly. Ean 
| ottell itto anybody else but DialsitioE Fant i 
- received to B, a to anybody else but G passes it on to H and I. In eh is cha 
-do not pass it on 12 $. e 


hing to selected individuals. 
individuals. In this way. this 
rsons. Such people 


chain 


; n moves on. 
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@ Conclusion 
It is clear from the above description that both the type 


demerits. On the one hand, formal communication is helpful in attaining the 
other hand, the informal communication is not less important if used properly ln 


ntary to formal communication. In this context it is said, both 


25 of communications have their merits and 
° ane 


objectives of the organisatie, 
3 ni 


very easily, but on the 
short. informal communication is compleme 
formal and informal communication are necessary for any group action just as two blades are essential to 


make a pair of scissors workable. In this context, it will also be appropriate to say that, the attitude of the 


management towards informal communication should be positive. 


E Difference between Formal and Informal Communication 


Basis of Difference Formal Communication Informal Communication 
definite path while moving from one 


It is born out of formal or organisational | It is born out of social relations. 
relations. 
pre person to another. 
3. Speed of Relay Its speed to relay the message is slow as it | Its speed to relay the message is very fast as it is not 
has to follow a definite path. supposed to follow a definite path. 
4. Identity of the The source of the message is known. The source of the message may not be identified 
source of message 


5. Media It is generally written. It is generally oral. 
6. Mutual Relations The sender and the receiver have some | The sender and the receiver have some sort of 
sort of organisation relations. personal relations. 
7. Distortion of The possibility of distortion of The possibility of distortion of 
Information information is very less. information is very high. 


8. Authenticity Formal communication is fully authentic, | Informal communication may not be authentic. 
9. Rigidity ftisrigid | is ible 


@ Media of Communication 

Communication channel, formal or informal, requires some subject matter for communication 
(message, idea, suggestion, complaint, etc) in the form of some words, signs or diagrams, which are 
called the media of communication. They can be separately used or one medium can be used to help the 
other medium. For example, one thing can be said orally in the form of words and the same thing can % 
said in the written form with the help of some signs or diagrams. The media:of communication can 9% 
divided into three parts - oral, written, nd gesture iss Wve pets neces ivf 


gw l. Oral Communication — SON TES : l 
A E hs O 4. ord 
oua Jhan both the receiver and the ‘change ideas face to face, it is called, s 
> a Eam | ; A ay x E AEDI ME MA ANO ie : : 
FA cuba ON. ‘Face to face’ does not necessaril ean in the physic | sense. The conversation are 
syeqnione ur tpe sireless is essentially oral communication. When the communication is oral the sè 
can ask questions, describe or can make the receiver understand something that is not clear. 


The message has to pass through a It follows no definite path. 
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@ Advantages of Oral Communication 


Oral communicati 
ion has man 
y advant i ; 
described as follows: ages like quickness, economical, flexibility, etc., which are 
=m » EC Ct) are 


(1) Quickness in E 
> xchange , 
se tatu doce nek l ge of Ideas: Ideas can be conveyed to distant places qui 
iOt require messages to be written POEA 


(2) Quick Feedback: ; 
seed sabieiestac D Oral communication helps in understanding the extent to which the 
essage through his feelings during the course of conversation. 


(3) Flexibility: O wae 
ty: Oral communication has an element of flexibility inherent in it. Flexibility means 


changing ideas according to the situati 
e situa i i ; ; 
seer tion. It means changing of ideas according to the interest of the 


E aieia aa It is an economical source of communication because the message is 

(5) Personal Touch: Oral communication has a personal touch. Both the sides can understand 
each other’s feeling, being face to face. The conversation takes place in a clean environment which 
increases mutual confidence. 

(6) Effective Source: Oral communication leaves much impression on the receiver. It is said that 
sometimes a thing can be communicated more effectively with the help of some sign. The use of signs or 
gesticulation can only be made in the oral communication. 

(7) Removal of Misunderstanding: In this sort of communication doubts can be removed then 
and there. 

(8) Motivation Possible: The direct contact among the superiors and the subordinates, creates 
an idea in them about their increased importance which acts as a sort of motivation. 

(9) Increase in Efficiency: This communication consumes less time and the superiors can utilise 
the time saved in some other more important works. 


@ Limitations of Oral Communication 


Whereas on the one hand oral communication has certain advantages, on the other hand, it hasits 


limitations and suffers from the following disadvantages: | 
(1) Unfit for Lengthy Messages: Oral communication is profitable in having only a brief 
exchange of ideas. It is not possible for the receiver to remember long mess: . 
(2) Unfit for Policy Matters: Where policies, rules or other important messages are to 
on has no importance. . | cur 
(3) Lack of Written Proof: In case of oral communication no written proof is left for fu 


fore, sometimes difficulty has to be faced. i 
n less important information -1 


communicated oral communicati 


reference. There 

@ € (4) Expensive Method: Whe p 

mmunication proves costy: 

‘a rity: Lack of clarity takes place when there is little time for conv 
k ered in a huny which can lead to adverse results. 


s sent to distant places through 


a X telephone, etc., oral ersation. 
Se (3) Lack of 
Something wrong can 
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communication is considered a misuse of time when during Meetings 


(6) Misuse of Time: Oral 
mmunication waste their time jn 


the conversation is lengthened unnecessarily. Parties involved in the co 
useless talks, 


(7) Presence of Both th 
er and the receiver to be present face to face, while in the written commu 


e Parties Necessary; In the oral communication it is essential for the 
ar nication presence of only 


one party is required. 
© Forms of Oral Communication 


There can be many forms of oral communication depending upon the situations. Following is their 


list: 
(1) Personal Instructions, (2) Lectures, 
(3) Meetings and Conferences, (4) Interviews, 
(5) Telephonic Talk, (6) Social and Cultural Affairs, 
(7) Radio, and (8) Television. 


@ Utility of Oral Communication 

Oral communication is useful in the following directions: 

(1) | When the information has to be kept a secret. 

(2) | When it is not possible to give a written form to the information. 
(3) When some message is tol be given to a large group of people. 
(4) When the receiver is illiterate. ah 


@ il. Written Communication 

When the information is exchanged in the written form, it is called written communication. It 
includes letters, magazines, news papers, bulletins, reports, etc. The limitations of oral communication 
like the presence of both the parties, lack of proof in the context of future, etc., can be overcome by the 
written communication. 

@ Advantages of Written Communication 

The chief advantages of the written communication are the following: 

(1) Suitable for Lengthy Messages: Howsoever lengthy the message may be it can be clearly 
communicated with the help of written communication. 

(2) Written Proof: Some documents with regard to some special facts have to be kept for future 
reference. This is possible only through written communication. 

(3) Clearer Message: A message may be long or short, it can be made understandable in 3 
written communication. There is no fear of anything being left out in such a system. 

© @) Ce 6 Expensive Method: Messages which are to be sent to distant places, and there is no 

n be sent ata little expense through this method. But if the message is to be sent toa 


urgency involved, ca 
this method is not useful. 


distant place quickly, 
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DA (ems | a 
{ xe ~~~ (4) When it is essential that the message S 


(7) True and Effe 
sends the information aft 


Ctive: The written com 
er careful consideration 


(8) Communication at Different Plac 


written communication 


5 ja 
(2) Lack of Secrecy: Because of the written proof, nothing can remain secret 


l : we rganisational constraints it is essential t 
important facts in writing it shall be the wastage of time, labour and money Ce 


(4) No Quick Information about Feedback: Some difficulty is felt when the reactions of the 


receiver are not known immediately. It also becomes difficult to bring an immediate change in the 
message. 


© Forms of Written Communication 


There are many forms of written communication according to situations. They are as follows: 


(1) Annual Reports, (2) Magazines, 
(3) | Complaint Procedure, (4) Policy Manuals, 
(5) Memorandum, (6) House-Journals, 


(8) Bulletins, 
(10) Trade Journals, 
(12) Posters, — i 

(14) Official Publications. 


(7) Correspondence, 
(9) Agenda Forms, 
(11) Notice Board, 
(13) Personal Letters, and 
@ Utility of Written Communication ~ mised a 
Written communication can be useful in the following situations: 
(1) When the message is of permanent nature ajaan 
(2) When the receiver happens to bejat different an 


ce (8) When the message is extensive. = leone figures an d ee 
ait derstandable oral: 
~ (5) ~~ When it is almost impossible to make the Nagao = 
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© lli. Gestural Communication | 
Gestural or Non-verbal communication uses gestures for exchange of feelings or information, One 

does not have to speak or write in this form of communication. ates ais ate conveyed through body 

movements, facial expressions Or gesticulation. For example, saying yes or no by the movement of the 

neck. An efficient manager can quickly get the feedback with the help of facial expressions. With the helpof 

the continuous use of this communication people start learning it easily and information can easily be sent 
© Advantages of Gestural Communication 

are the chief advantages of gestural communication: 

(2) Less expensive system. 


(4) Time saving. 


Following 
(1) Quick sending of information. 


(3) Quick feedback. 
(5) Increase in efficiency. 


@ Limitations of Gestural Communication 
The limitations or the disadvantages of gestural communication are the following: 


(1) Lack of secrecy. 
(2) Useful for small amount of information. 


(3) | Gestures can be misunderstood. 
(4) Itis necessary for both the parties to be face to face with each other. 
(5) Lack of written proof. 
(6) Useful only for small messages. 
@ Forms of Gestural Communication 
Following can be the different forms of gestural communication: 
(1) | Gestural News at Television. 
(2) To Accept honour by waving hands. 
(3) Indication by Umpire in sports. 
© Utility of Gestural Communication 
Gestural communication can be especially useful in the following situations: 
(1) | When the message happens to be short or brief. 
(2) This commu2nication is very useful in games. For example, in the game of cricket an 
umpire has simply to raise his finger to give his decision in case the player happens to be out. 
This gesture is understood by the player that he is out. 
(3) This communication can be useful for the deaf. 
= PG nreceding details make it clear that each medium of communication has its merits as well 
liMitado:.s <d each medium proves useful only in certain situations. In fact, more than one medium is 
used ata Orne in oder fo make communication effective, The choice of medium is made keeping in min 


the capability of the sender and receiver, the nature of information and situation. 
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_ Connected with some special technical grou 


Way’ Barriers to Effective Communication 


Communication has a special place in every org 
favourable environment among the various people W 
establishment of industrial peace. Employees’ morale gets a boost leadi i 
However, sometimes communication does not yield the desired e i vi 
appear in the process of communication. Thé information sent by the sendere z ar eo 
the opposite sense and it proves to be a barrier in communication. The barrier ae Pesca 
use of language or haste on the part of the receiver in understanding the Pionir e Fes g erona 
other reason. Whatever may be the cause of the barrier, it nullifies the importance of en ilk i ija 
the enterprise may have to face serious consequences. For the convenience of study th Ptr ha 
can be divided into four parts: EEE ERE 
(1) Semantic Barriers. (2) Psychological or. Emotional Barriers 
(3) Organisational Barriers. (4) Personal Barriers. | 


anisation. Effective communication creat 
es a 


orking in the enterprise which results in the 


eased production. 


@ (1) Semantic Barriers 

There is always a [possibility of misunderstanding the feelings of the sender of the message or 
getting a wrong meaning of it. The words, signs, and figures used in the communication are explained by 
the receiver in the light of his experience which creates doubtful situations. This happens because the 
information is not sent in simple language. The chief language related barriers are as under: 

(i) Badly Expressed Message: Because of the obscurity of language there is always a possibility 
of wrong interpretation of the messages. This barrier is created because of the wrong choice of words. 
incivil words, the wrong sequence of sentences and frequent repetitions. iii 

(ii) Symbols or Words with different Meanings: A symbol or a word can have different 
meanings. If the receiver misunderstands the communication, it becomes meaningless. For example, the 


word ‘value’ can have the following meanings: Buy 
(a) What is the value of computer education these days? a Ca 
(b) What is the value of this mobile set? DI 6Y 


(c) I value our friendship. 
(iii) Faulty Translation: A manage 
subordinates and he translates it for all the emp 


the information has to be moulded according tot is unication 
is a little carelessness in this process, the faulty translation can be a barrier in the comin 


: s it for 
(iv) Unclarified Assumptions: It has been observed that sometimes a sender, takes ! 


ie `m about the major 

granted that the receiver knows some basic things and, therefore, it is enough a re = Se dally 

subject matter. This point of view of the sender is correct to some extent with eal ciaibe 
can emai pecial message. Special messages 


commintcation, but it is absolutely wron ction in the absence of clarification. 
made absolutely clear otherwise there is a poss sail le working in an enterprise a"? 
(v) Technical Jargon: Generally, it h technical language. ue 


r receives much information from his superiors and 
loyees according to their level of understanding. Hence. 
he understanding or environment of the receiver. If there 


g in case of some s 
ibility of some 
as been seen that the peop 
p who have their separate 
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ee : : E atrii inee roduction 4l 1 
barrier in communication. This technical group includes industrial engineers, p evelopmen, 


maner, quality controller, ete, 


> (© (vi) Body Language and Gesture Decoding: When the communication is passed on with the 
ding hinders the proper understanding of tho 


| 


~ hela of body language and gestures, its misunderstan prol , 
: ane so. For example, moving one’s neck to reply to a question does not indicate properly whether th, 
sneaning is ‘Yes’ or ‘No’. 

@ (2) Psychological or Emotional Barriers 

The importance of communication depends on the mental condition of both the parties, 4 
mentally disturbed party can be a hindrance in communication. Following are the emotional barriers in 
the way of communication: 

(i) Premature Evaluation: Sometimes the receiver of information tries to dig out meaning 
without much thinking at the time of receiving or even before receiving information, which can be wrong, 
This type of evaluation is a hindrance in the exchange of information and the enthusiasm of the sender 
gets dampened. 

(ii) Lack of Attention: When the receiver is preoccupied with some important work he/she does 
not listen to the message attentively. For example, an employee talking to his boss when the latter is busy 
in some important conversation. In such a situation the boss may not pay any attention to the talk of the 
subordinate. Thus, there arises psychological hurdle in communication. 

(iii) Loss by Transmission and Poor Retention: When a message is received by a person after 
it has passed through the medium of many people, generally it loses some of its truth. This is called loss by 
transmission. This happens normally in case of oral communication. — 

Poor retention of information means that with every next transfer of information the actual form or 
truth of information changes. According to one estimate with each transfer of oral communication the loss 

of information amounts to nearly 30%. This happens because of the carelessness of human behaviour. 
Therefore, ra of transmission of information in its true or exact form becomes a hindrance in 
communication. ; 


(iv) Distrust: For successful communication the transmitter and the receiver must trust each 


other. If there is a lack of trust between them, the receiver will always derive an opposite meaning from the 
message. Because of this, communication will become meaningless. Sea 


® (3) Organisational Barriers 

Organisational structure greatly affects the Capability of the employees as far as the 
communication is concerned. Some major organisational hindrances in the way of communication are 
the following: 

(i) Organisational Policies: Organisational policies determine the relationship among all the 
persons working in the enterprise. For example, it can be the policy of the organisation that 
communication will be in the written form. In such a situation anything that could be conveyed in a few 
words shall have to be communicated in the written form. Consequently, work get delayed 
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/ = ) * . . . 
`^ L their level. This formal division acts as a barrier in communication e 
moves from the bottom to the top. For example, when a lower level e 


i Rules and Regulations: Organisational rules 
g the subject-matter, medium, etc. of communic 


| determining , 
` senders do not send some of the messages. 


(iii) Status: Under organising all the employees are divided i 


become barriers in com 


ation. Troubled by the a i by 


finite rules, the 


nto many categories on the basis of 
specially when the communication 


A buer tanmen land aaa tenet d E m lo 1 
superior at the top level there is a lurking fear in his mind that the lnc eh acl rin ae 
ay not be faulty, and 


because of this fear, he cannot convey himself clearly and in time. It delays the takin amame 
(iv) Complexity in Organisational Structure: The greater number a ing of decisions, 
organisation makes it more complex. It results in delay in communication and in here levels in an 
before it reaches the receiver. In other words, negative things or criticism are ine in 
the number of managerial levels in the organisation, the more ineffective the imini heii 
(v) Organisational Facilities: Organisational facilities mean making available suffici t 
stationery, telephone, translator, etc. When these facilities are -sufficient in an organisation fe 
communication will be timely; clear and in accordance with necessity. In the absence of these facilities 
communication becomes meaningless. 


@ (4) Personal Barriers 

The above mentioned organisational barriers are important in themselves but there are some 
barriers which are directly connected with the sender and the receiver. They are called personal barriers. 
From the point of view of convenience, they have been divided into two parts: 

(a) Barriers Related to Superiors: These barriers are as follows: 

(i) Fear of Challenge of Authority: Everybody desires to occupy a high office in the 
organisation. In this hope the officers try to conceal their weaknesses by not communicating their ideas. 


There is a fear in their mind that in case the reality comes to light they may not have to move to the lower 


vel superiors think that the lower level 
astions sent by them. They 


ase their own importance. 


level. 
f Confidence in Subordinates: Top le 
they ignore the information or sugg 


their subordinates in order to incre 


(ii) Lack o 
employees are less capable and, therefore, 


deliberately ignore the communication from l 
Consequently, the self-confidence of the employees is lowered. 


(b) Barriers Related to Subordinates: Subordinates re eae 
(i) Unwillingness to Communicate: Sometimes the pee ae ae! 
information to their superiors. When the subordinates feel iha the ia panai parative : =n 
will adversely affect them, an effort is made to conceal that miom ae ny not a ying 
this information, it is sent in a modified or amended form. Thus, 
facts, become a hindrance in communication. gas costs 3! Tee 


tive to the subo 
Ince Lack of incen 
ore pip nates is because © 


lated barriers are the following: 
ant to send any 


re and 


. rance in 


ntive: 
di 
communication. The lack to the subor 
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>. aiii 


ou 
: : " . i xy become ind; 
i ; If the superiors ignore the subordinates, they becom indifferent 
iven any importance. 
\2zas are not given an! 
(40 yards any exchange of ideas in future. 


(WP. Steps to Overcome Barriers in Communication = | 

© (> tis essential to remove the barriers in the way of communication keeping n yn the importance of 
= isati i ot removed, the enterprise will 

~ W eommunication in a business organisation. If these barriers are n bs 


~~ deprived of the advantages of communication. Although complete communication (hindrance free 
© Be steation) is not possible, yet efforts should be made to remove these vanes to some extent so 
\| that perfect communication can be established. Foilowing steps are worth-thinking for the removal of 


barriers in communication: a 
(1) Clarity of Ideas: The sender of information should be very clear in his mind about the 


message that he wants to convey. He should know the purpose of his message and think about the 
sequence of ideas he wants to convey. The ideas should be explained to the receiver in a clear beautiful 
and sweet language so that the ideas can be received easily. As far as possible the message should be brief 
and priority should be given to the language of the level of the receiver and the use of technical words 


should be avoided. 
(2) Completeness of Message: Messages should be complete in every respect and they should 


be sent in time. Messages received late lose their significance. While sending messages it should be taken 
care of fhatno important point is left out otherwise the point left out will be at the discretion of the receiver 
and the message can be misunderstood. Incomplete information spoils relations, delays 
work-performance and increases cost. Hence, each information should be complete in itself. 

(3) Understanding the Receiver: The sender of information should frame the information not 
according to his standard but according to the standard of the receiver, his understanding and 
environment. The sender should ensure that the message does not injure the feelings of the receiver. 
Hence. the sender should see to it right in the beginning as to what problems a receiver is likely to face in 
understanding the message. 

(4) Consistency of Message: The information sent to the receiver should not be 
self-contradictory but should be in accordance with the objectives, policies, programmes and procedures 

of the enterprise. Whenever a new message is to be sent in place of the old one it should contain a 
description of the changes introduced otherwise the message can be misleading. 

(5) Feedback: This happens to be the last step in the process of communication but it is more 
important than any other thing. Feedback means making efforts to know whether the receiver has 
properly understood the message or not. The reactions of the receiver can be understood in face to face 
communication. But in respect of the written or some other form of communication the sender should 

adopt some appropriate method of getting the feedback. 

(6) Selection of Proper Channel: The medium of communication should be proper so far as 
the nature of ine message ang the aim of the receiver is concerned. Choosing a medium of 

communication thoughtfully helps to make the communication effective. It is, therefore. necessary that 
informal communication should also be adopted alongwith the formal communication. 
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(7) Qualities of Good List 
ener: The es 
the receiver being good listeners. The views . ach of effective eo 505 
and positively. By being a good listener the send oth the parties shana Hs lies in th 
er gets much rela, nite nig. 
rel Ned to caref hin, 
ull 


evant j 
t inforrnat; AA Y, patiorth y 
suse j 
2 15 helpful in 


rules and procedures, As far as possible there should n be effecti 
communication moves on unimpeded une a Few levels of manag ve by simplifying the 
r i ement so t 
p (9) Environment of Mutual Confidence: C hat the flow of 
performed by every person working in the ei 
help of mutual confidence and cooperation o aeara 

The above description m i 

the organisation. It is s clear a h clear that an effective communication is th 
manager can easil f at there are many barriers in the way of ee a 
g ily accomplish the objectives of the organisation by cl - communication. An efficient 
and their solutions. y clearly understanding these obstacles 


mw Essentials of Effective Communication 
Or 


g Principles of Effective Communication 
he exchange of ideas among various people working in 


tion should be helpful in an effective exchange of 
point towards effective 
he can use in 


tion i 
a ie a human function which is 
e made more effective with the 


The chief purpose of communication is t 


the organisation. The process of communica 
information. The remedies for the removal of barriers in communication also 
Asender, however, should have the knowledge of some special facts which 
ommunication effective. These special facts are known as ‘Principles of 


ffective communication system is based on the following principles: 


(1) Principle of Clarity in Ideas: First of all itshould be clear in the mind of the sender as to yo 
he wants to say. According to Terry the principle of effective communication is ‘first to fully intorm 
oneself.’ The clearer the thought the more effective is the communication. 

i l ding to this prin 
2) Princi f Appropriate Language: Accor 
pra an 2, Ideas should be clear and be devoid 


should always be in a simple languag eaaa 
P the minimum. : 
meanings should be pan e receiver of information 


communication. 
a particular situation to make c 
Effective Communication’. Ane 


the communication 


ciple, 
t. Technical 


of any doub 


words and words having various -n is that th 
, mmunication is tha , ication 
(3) Principle of Attention: The purpose of i transferring informa inko o a takes 
. This is possible ly when the re° 


should clearly understand its mean 


and it is important that the receiver : n sys 
interest in the message and listens to it attentively ; this prin ciple, unicatlo age means 
. Accorain j an ` 
(4) Principle of Consistency: rise, its PY 
maintai ; Pei h objectives ° the enterp laid down for it. 
intain consistency in the J -e with the policies al 


communication should be in accordan 
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quacy: The information sent to the receiver should be sufticient an d 
han the need or less than the need is harmful. In the context 
The sufficiency of information depends on the ability of 


‘thcre ceiver. If the receiver happens to be capable more information can be given with the help of a fey, 
‘we... On the contrary, in case of a less capable receiver more details are needed. 

e messages should reach the receiver whenever they aro 
needed. Late messages are meaningless and the utility of communication is ended. Hence, the message 
should be sent before the actual need keeping in mind the time required for communication. 

(7) Principle of Informality: Formal communication has a prominent place among the 
channels of communication but informal communication is not less important. There are some problems 
which cannot be solved with formal communication but informal communication does succeed in solving 
them. Therefore, informal communication should also be given recognition in the organisation. 

(8) Principle of Feedback: It is essential for the sender of the message that he should know 
about the success of the message. It means that he should see whether the receiver has understood the 
message or not. Feedback is easily obtained in a face to face communication with the help of the facial 
reactions of the receiver. In the written communication the sender can get the feedback by using 


(5) Principle of Ade 
-com Zlete in every respect. information more t 
‘of 18 iness incomplete information !s dangerous. 


Waru 
(6) Principle of Proper Time: Th 


1 


appropriate means. 
(9) Principle of Integration: Communication should be able to introduce all the employees in 


the enterprise with its objectives so that all the employees move unitedly towards the goal. 

(10) Principle of Consultation: The suggestions of all the persons concerned should be invited 
while making plans for communication. The obvious benefit of such a move will be that all those who 
are invited while making plans for communication and taken into confidence will contribute to the success 
of the communication system. Planning for communication aims at determining as to when, how and 
through what medium communication is to be done among people working at different levels. 

(11) Principle of Flexibility: Communication system should be able to absorb the changes in 
the organisation. A communication system that cannot absorb changes according to the need becomes 
meaningless. 

(12) Principle of Economy: Communication system should not be unnecessarily costly. As far 
as possible unnecessary messages should be reduced to the minimum to makée7comimunication 

eh od employee should be burdened with the work of communication. | 
rinciple of Proper ium: icati E 
only to = aces ideas, ae pk og ie sere N nee pi 
For example, the managers should make use of pa An ; a j k i ra g Pag EE 
l eee munication for individual communication and 
written communication for policy matters. 
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